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FOREWORD

The business community, a stimulus for the country's econcmic growth, is expanding rapidly in
present day Indanesia. In the last three d=zcades, the preliferation of the service sector denotes the
diversification of the country's business community, leading to a shift from a mainly agrarian and
natural resource based economy to a semwice based gconomy.  As wel, in the light of trade
liberalization and Indonesia’s need for national security and political stability, the Government of
Indonesia is advocating for the growth of manufacturing businesses and the development of small
and medium enterprises (SMEs). Resilience becomes a focal concern in many of the nation's
businesses. The adoption of sound business practizes that are both socially vable and
environmentally responsible becomes the rule, whereas increased adaptive maragement capacity is
not only associated with incorporating local and regional demands, bu: alsoc associated with
intermnational security anc the voatility of the global financial market, Businesses have had to deal
with cross border risks and threats that are both dynamic and require the constant restructuring of

its corporate governance edifice.

Central to promoting corporate resilience is the hurman resourcss that are available, Sound human
resources that are ethically benign, highly knowledgeable and strongly comoetent become the keyin
bridging the gap towards a more resilient entity. Communication skills, persuasion skills and
ciplomacy and negclial'on skills all make up the major components of the required compatence for
establishing sound human resources within business corporations. The proficient use of the English
language 's also an important part ¢f the competence that is required. This hook provides a
comprehensive appreach to learning ‘Business English’ in an enjoyable, step by step manner.
Combining English language teaching with a fun and light approach, this book aims to equip learners
with the ability to communicate, persuade and negotiate in English through dia'ogues, role plays and
simulations in real live business settings. This book also aims to famriliarize learners with various
tvpes of business corraspondence {e.g. business lettars) used in business writing, We hope you enjoy
this book,

Happy Learning @

The Bakrie Language Sclution Team

Astrid Meilasari-Sugiana, PhD
Akhmad Nurjana, 5Pd, MPd
Rini Anggraini, SH, MA
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INTRODUCTION AND SMALLTALIL

[ 0 Introducing Yourself ]
@jy the following dialogue \
Mary Jane : Can | introduce mysal*? My name is Mary lane.

John Smith : How do you do. I'm John Smith.

Mary Jane. : Pleasad to meet you, Mr. Smith. So, what da you do for a living?

John Smith :I'm & film producer.

Mary Jane. - Really? That sounds interesting. /

Introduce yourself to the person next to you in a similar way. Use your real name and job.

Business English 1



[ € Introducing Other People

Complete the dialogue between host, colleague and visitor.

Complete the dialogue between host, colleague and visitor.

George
Ltd.

Mary Jane,
Miles Henderson
Mary Jane.
Miles Henderson
George

- Miles Henderson
Geprge
Miles Henderson
Mary Jane,

Miles Henderson

Mary Jane

Mary, I'd ke meel Miles Henderson from Goldman

: How do you do, Mr. Hendersor?

: Pleased you. So what do you do here?
'm___ charge odr HR department. And you?
2 I'm responsible sales and marketing.

o your first visit Boston, Mr. Henderson?

: No, actually, Ive been here four times already.
: Really? On holiday or business?

: Mostly business.

: How long, ___ for vour company?

: Oh, I've been with Goldman for almost five vears now. How abouJt

you? When did you your company?

: | started working for WTC about 10 vears ago.

Business English

[ © VUseful Expressions

Look at the following expressions from the dialogues. Put each expression in the correct

category below.

Can | introduce mysclf? My name is ...
How lgng have you been working for ..
I'm in clharge of ...

15 this vour “irst visit to ...7

Really? :

What dc you do for a living?

Intreducirg yourself

7

How do vou do.

I'd like you to mzsat ...
I'm responsible for ...
Pleased to mee: you.
That sounds interasting.
Whe did you join your

company?

Greeting sonebody

Introducing a celleague

Making small talk

Talking about your ab

Showing interest >

[ © Small Talk

When you meet someone for the first time, you usually make “small tal<' ta get to know

the person better. Match the questions below on the left with the replies on the right.

Listen to checlk your answers.

2. How long are you here far?

3. What do you thirk of ou- city?

QDid you have a good trip?

ﬂHow was the weather in Madrid“

4, How long have vou been in Boston?

a. Actuclly, the flight was delayed b}'h‘
hours because of fog Tren we were

stuck in traffic for another 3 hours!
b. lust tweo days. | arrived on Monday.
c. Nice and sunny.

d. So far, very impressiva,

&

&Until the erd of the week //

Busineszs English



[I ntroduction to Business Letter ]

Four Considerations of a Business Letter
The four areas you must take into consideration for eech business |etter are listec below.

If yau do not consider each one of them, your letter will be ineffective.
1. Subject

2. Audience

3. Purpose

4, Style/Organization

The first three areas dictate the content, direction and empheasis of the |etter.
1. Know WHAT you're writing about — SUBJECT.

2. Know WHO you're writing for — ALDIENCE.

3. Know WHY you're writing — PURPOSE.

Now you are ready to be concerned with HOW you are going to write the letter, The first
three areas can be determined in 8 matter of minutes if you are familiar with the iceas
that need to bz communicated. The fourth area — style and organization — takes more
time.

Parts of a Business Letter J

There are many parts to the businsss letter-some required, some opticnal. The parts of

the business letter Tollow:

=

. Letterhead or Heading
. Date

. File Number (optional)

. Confidential (optional}

. Inside Address
Attention Line (optional)
. Salutation (optional)

. Subject Line (optional)

. Body of the Letter

Mmoo -~ W R

10. Complimentary Close [optional)
11. Signaturs

e ———
Business English 4

12. Added Information (optional’
13. Postscript (opticnal)

14. Mailing instructions (optional)

Letterhead
Most business letters originating from a firm are written on the firm's letterhzad, If vou

are writing a personal business |etter or your firm coes rot use letterhead, then you need
to include your firm's address in the heading (sce Chapter 3 for the various formats).

Date
When you are using a heading instead of letterhead, place the datz on the first line and

the address on the sul:;sequent lines as follows:
September 9, 20XX

359 Longview Road

ML Vernon, IL 655878

Mote:

The standard dateline in the U.5.

is month/day/ vear:

(March 15, 20XX,.

[ Europe, however, the maost widely used format is
day/monthyear:
{15 March 2CXX).

This should be the date the letter is written (s2e Chapter 3 for plasement in the various

formats). Be sure to write out the month and to include both the date and vear for
adequatc reference,

File Number
On occasion, you may wisn to include the file numbe- of the project, ¢ase or arder that
the letter refers to, The file number should be physically separatec from the date by two

spaces and from the part that follows {Confidential or Inside Address) by two spaces.

Confidential
Use this word when the person to whom the letter is addressec is the anly one who

should read the lettar. Physically separate the word from the rest o° the letter by two

lines. To assure confidertial ty, include the word "Confidential” on the envelope.

Busingss English 5
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Inside Address
This should include the name of the person you are writing to, the person's title {if

available), the name of the firm and the firm’s address.

Attention Line
This is used when you do not know the name of the person you are writing to and the

letter is addressed to the firm.

For example, the attention line may say, “Attention: Head of Accounting.” It may also be
used when you know the name of the person you are writing to but are unsure of the
title. The attention line may say, “Attention: Customer Service,” thus indicating to the
person receiving the letter that the letter also needs to be routed to the customer service
department. Another way of doing this is to use the attention line and send copies of the
letter to the appropriate department.

Salutation
The salutation is used in all formats (see Chapter 3) except the Simplified Letter and the

Memo. The following are salutations used in American business letters.

= Dear Sir

* Dear Madam (May be followed by title, such as Dear Madam Chairperson.)
= Gentlemen

» [ adies

» Dear Mr. Bryan

= Dear Ms. Gray

» Ladies and Gentlemen

« Dear Personne! Director (a genderfree title)

+ To Whom It May Concern or TO WHOM IT MAY

Subject Line
The subject line is most commonly used in the Simplified Letter, It announces the subject

of the letter and provides a summary of your intent.

Body of the Letter
This is where you make reguests, provide information or reasons, or reply to someone. |t

is the main part of the business letter.

e e S —

Business English &

Complimentary Close
This varies in formality and is found in all business letters with the exception of the

Simplified Letter and the Memo. The following complimentary closes are in order of
decreasing formality:

» Very truly yours,

* Respectiully,

» Sincerely yours,

= Cordially,

= Sincerely,

The most appropriate, in general situations, is the last.

Signature
There should be four lines between the complimentary close (or the body in the

Simplified Letter) and your typed name so there is room for your signature.

Additional Information
If needed, this consists of the sender’s initials in capital letters followed by a colon,

followed by the typist's initials in small letters. You may also find the abbreviations “Enc.”
for enclosure and “cc:” or “xc:” for copies sent, followed by names of persons receiving

the copies.

Postscript
The "P.S." highlights additional information that might have been placed in the letter but

for some reason was not. Often used in sales, promotional or personal letters, the
postscript can emphasize a request for action or consideration. It is often the first thing
the recipient reads. Use it to entice or motivate your reader. Postscripts are especially

effective in sales or form letters.

Mailing Instructions
Use these to give the reader deadlines or pertinent information on mailing a reply. As you

look through the major formats, it's obvious that many of the parts listed above are not
necessarily used in routine business correspondence. However, it helps to be aware of all

of them in ¢case you need to use any of them,.

e e ———

Business English 7



The following sample letter shows how each of the three parts work.

“ 1 2
Capital Supplies

8995 Camden Rd, » Williamsburg, Wl 094

CONMIPANY AND JOB
October 2, 208X
Lance Smith, Director [ © Useful Expressions ]
Terrance Truckirg
P.0. Box 4440 ; . i . ,
Houston, TX 34598 4440 tudy the following expressions used for describing a company. Listen to the recordings

again and tick the ones that you hear:
Dear Mr. Smith:

Headquartars
Thank you for your conscientious service. All 15 of your , ...is headquartered in... ...is based in...
last shipments have arrived undamaged, We have never State: Your Fepose History
contracted with a supplizr wit1 as fine a record as yours. . . )
oo : ...was founded in/by... ...was establ n...
We appreciate the extra effort it takes to ship our order /Y tablished i
intact and on time. Employees

... has a workforce of ... people ... employs ..people

Ted McCracken and Bob Smiley have delivered thesa

Size
shipments to our loading dock supervisor. | have attached Explain What You o
copies of logs for your review. Note that the urloading time Want to Happen or .. operates ... subsidiaries
is approximatelv half of that from other shippers for Explain the ....has shareholdings in ...

a similar load. Ted and Bob frequently help our crew Information You Hfave

unload the crates. This additional service always comes . =%
with an exchange of jokes. Dur crew ccllects laughs to TUNS ... Stores worldwide
compete with your crivers! , Market position

.. has a ... per cant stake in ...

.15 currently the world's largest...

Doing business with your organization is a pleasure. You

TR ik . ..i5 onz ofthe largest ... in t I
save us money by e iminaling shipping wastz and time hetarg et
by provicing efficient drivers. Please acczpt the enclosed Request @ Dated ..has a .. per cent mar<et share

L L . Actien, Conclude ; .
certi of merit to Terrance Trucking, Ted anc Bob, § ;

ficates 0 8 INg Thark the Reader Financial results

with our appreciation. We are confidert in referring

T _ ..achieved an annual turnover of... ...mads a profit of...
our customers and vendors ta Terrance Trueking for their P

shipping needs. Strategy
An important factor in ..'s success has been ... This is made possible through...
Sincerely,
Clara Regina .
Enc. (10) 1

Busiress English 2 . -
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rﬁ Study Some more Expressions For Describing a Company J

Competitors

Qur main competitors are...

Customers/clients

Froducts: Our main customers are/include......

Services: Our main clients arg/inzlude....

Products

We produce/manufacture ...

Services

We provide/offer..

Now describe your company, providing information about head office location,

products/services, numoer of employees, customers/clients, competitors, financial

Format of a Business Letter (1)

infermation.
.
® Complete the Sentences With the Words From the Table
Below y
charge enjoy find joh most
part guite responsibilities responsible what
ﬁm _ far cash flow/credit contro /managing projects, \
2. I'min of developing the company's long-term strategy.
3. My include recruiting new employees and organizing training
for company staf™,
4. It's also my to imarove the company's working conditions.
5. On the whole , b my wark.
&, What | like about my work is the respons bility, the challenge and
of course the salary.
el my work very interesting.
#. Onetask | don'l like is chasing money from late payers.
9. The I don't really like is the long hours.
10.1 don't like 50 much is waen | nave Lo deal with a difficult employee. //

Business En glish 10

The six forms of business letters most commonly used are:
¢ Block

* Modified Block

= Modified Semi-Block
* Hanging Indented

* Simplified

= Memo

Block

The Block format is by far the simplest. Every parl of the leller slarts al Lhe lefl margin,
with spaces between each part. It has a professional look to it The order for the parts of
the letter are date, file number, inside address, attention line, salutation, subject line,

body, complimentary close, signature, typed name and additional information.

Italics Unlimited

| Letterfead
231W. 40th Street » Camden, M QBG1H « (G23) 555-25]’5!

August 10, 208X Date (2-3 spaces)
B0 File Namber
Terry Lancaster fnside Address
Capital Supply f2-3 spacesh

557 Minden C1,

Des Moines, lowa 54687 Attention Line
Atention: President of Capital Supoly (2-3 spaces)

Dear Mr. Lancaster;

_ ; Salutation
Subject: X000

(2-3 sprrces)
Sebject Line

AR R R DR B M M KK,
PO RO G,

Baody
. ) _ (2 sparces between
EATSEEEEEEEEELETEELEEREPEEE S ST paragraphs)
ARG
Sincerely, Complimentary
Close (4 spuces for slgnare)
> StgratureTyped Name
Signature . (2-3 spaces)
Joan Mohllister
'”—Mf i Additiornal Information
PS5 0K Posticript Maidling Instractions
EAMEMIIRK

Business English i1



Modified Block

Like the Block, the Mocified Bloek has the advantage of separating paragrapks so that
each one stends out. The spacing between sections rema ns the same as in the Block.
The date, signaturc and closing are placed to the right, thus allowing them to stand out.
The complimzntary close and the s'gnature are aligned and placed naar the center of the
letter, two spaces below the last.

falics Unlimited Lettertread
231 W 40th Street = Camden, MJ CE518 » (623 B5E-267E

August 10, 20MK

Brate (right of center)

| frside Address

Terry Lancaster | p :
Capital Supply fleft margin)

657 Minden Ct.
Dee Moines, lowa G4627

i Dear Mi. Lancaster; Salutation (2-3 sparces)
R B S M IO,
R X R XD O X0,
PRV RS ey

Beody

fleft margin with 2
spaces hetween
paragraphs)
R R R R
HACOOOCONCOO O OOCOOCOOCONOOOMNK
PSR R RO

Complimentary Close
{right of center)
Signature
{right of center)
Signature Typed Name
Joan VicAllister
IFN aar Additianal
| faformation
i fleft marsin)

Sincerely,

R R R R . T ————

Blsiness English 1z

Maodified Semi-Block

Yau will recognize the Madified Semi-Block as the format most commenly taught as “the
businass letter.” It is the same as the Modified Block except that the paragraphs are
indented five spaces. All spacing remains the sama.

Italics Unlimited

231 W._ 40th Street » Camden, NI 08618 » |

Terry Lancaster

Capital Supply

657 Minden Ct.

Des Momnes, lowa 54687

Dear Mr. Lancastar:

Avgust 10, 20%X

PECELESEE LIS EEEEOLEEES S L EEE TS
ORI ONICRH IR IO IO ORI MM

BRI IRIRIFRIR,

ORI X MIRIR NI KX
BN AR IR IR KRR I I RN AR IHIRARI

M,

JFEMear

Sincerely,

Signature
lnan Mebllister

623) 555-2678

| Date (right of center)

Lefterieod

Inside Address
fleft margin)

Sofutarion

Bindy

findent paragraphs 5
spaces and sepirrate
paragraphs with 2
spaces)

Complimentary Close
(Hght of center)

Signature
(right of center)
Tuped Mame
(right of center)

Additional tnformation
(feft margin)

Rusinaas Fnglish

13



3

TELEPHONING

[ o warm-up J

Do you need to maks or receive a lot of calls in English in your wor<? Who do you talk to?

What typical communication problems do you have?

[ & Telephone phrases J

saten the two columns to form tzlephore prases, Put "5 (start a call) or “E' {end a call)

next to each expression.

/'1. make \ / a.anumber \1

2. hang k. a phone call

3. put the phone ¢ aring

4. dial d. down

5, give scmeone g.the phane

6. answer f. through (to someone)

T.oput = g2.oup
K put someon / \__ j

Eusinzss English 14

Mow complete the following questions with the phrases above:

1. Have you ever ... on someone who was being rude?
2. Do youneed 10 ...ccverinnsami. a lot of in your jog?

3. Do you 8IWaYs e ceeene e, When 1t rings?

4 When was the last time you ..........the wrong .........7

B. Who was the last person ... to you?

g, Have you ever had to wait more than five minutes for an operator to you to ...

someone?

In pairs, ask and answer the questions.

8 Starting a call

Listen and complete the following extracts from six telephone conversations.

Dialogue 1

Maria Gomez : Good morning, Simtecn Lid, How may | help you? (1)

Daniel Goldman : Good morning, the sales department, pleasea? (2)
Maria Gomez : Certainly, sir. One moment, pleasea.

Dialogue 2

Susan Clarke : Susan Clarke, #cel Systems. (3)

Miles Henderson, please. (4)

Simtech employee : Certainly, Just a moment,

Dialogue 3

Miles Henderson : Hello, Anthony Smart, please? (&)

Anthony Smart : Speaking.

Miles Henderson . Oh, hi Anthony, Miles, {G) tomorrow's
meeting,. (7)

Dialogue 4

Susan Clarke : . Susan Clarke 18)

Maria Gomez : Hi Susan, Maria - 19 confirm our

meeting tomorrow. (10}

e e ]
Dusitess Englizn i5



Dialogue 5

Miles Henderson i Hello,

Mike Smith : Hello, Petar ?{11)

Miles Henderson 1'm sorry, thare's no one here called Peter.

Mike Smith ] 274530107 (12)

Miles Henderson :No, it's 27453011

Mike Smith : Oh sorry, it looks like | dialed the wrong number.

Dialogue 6 '

Faul Groves » Accounts department.

Maria Gomez : Hello, Maria Gomesz Sirntech Ltd.
(13} we haven't received any payment for the |ast

invoice we sent you. {14)
Now put the expressions inte the following categories:

Answering the phone

Introducing yeurself to the receiver (formzl)

introducing yourself 1o the receiver (informatl)

Asking to speak to somebody
Checking the number

Stating the reason for the call

[ 9 Role Play

In pairs, role-play the following situations. Take turns Lo be the caller and receiver:
1. Caller: lohn Smith, TDI Ltd., Receiver: receptionist, Micro Global
Purpose of call: you want to speak to someone in the marketing department
2. Caller: Dominic Price, Receiver: Franco De Angelo, salzs department
Purposea of call: you need to speak ta Mr, Gomez about a product crder
3. Caller; vour own rame, position, Receiver lJack Jones (telephone number:
963128743).
Purpose of call: you want to speak to Anna Carlton (telephone number: 963128744
4. Caller: Jan Wowalski, Receiver: Jane Williams
Purpose of call: you want to ask how her interview went
3. Caller: your ¢wn name, position, Receivar: David Shulz
Purpose of call: you want to know the date of a conference

P e ]

Brsiness English 16

[ ® Ending a call ]

Listen to the five short telephone dialogues. What was the likely Lopic of each telephone
conversation?

Write 1-5 next to the followirg top cs:

1. Arranging & meeting (informal)

2. Arranging a meeting (formal)

3. Encuiring ebout a product

4, Chatting about something

5. Making a complaint

Now complete the dialogues:

Dialogue 1

Anthony Smart: Ok, 1. | logk forward o seeing you on Tucsday.
2 if you have any problems.

Daniel Goldman: Fine. 3 to your boss.

Arthony Smart: 4. Goodbye,

Daniel Geldrran: Goodbve.

Dialogue 2

Maria Gomsz: S0, o all your help,

Busan Clarke: Not at all. 6.Goodoye.

Dialogue 3

Daniel Goldman: So, T next Monday.

Miles Hendersor: Great. E.

Dialogue 4

Anthony Smart: Anyway, 9. | know you have a lot of work to do.

Susan Clarke: OK Anthony, it was good talking to you again. 10. Bye.

Dialogue 5

Susan Clarke: | apologize once agein, 11 we can be of anv further

help.

Maria Gomez: Right, 12 . Goodbya, then,

Susan Clarke: Goodbye,

e — T e R e N

Business English 17



@ Role Play ]

In pairs, practice ending the lollowing lelephone conversatlions:
1. You have arranged to meet a friend at 7¥pm on Friday.

2. You have solved a difficult problam for one of your customers,
2. You have been chatting with a friend who is now very busy.

4. You have called a potential supplier to enqguire about their products,

Format of a business Letter (2)

Simplified

This is useful when you do not know the title of the person you are writing t¢ or when you
are writing ta a company, government agency or organization. It eliminates the courtesy
titles (Mr., Mrs., Ms., Dr.), the salutations and the complimentary clese. The focus of the

letter is on the body and what is to be said. The spacing is the same as the Block format.

[talics Unlimited Letterhead
231 W, 40th Street = Carnden, N1 08518 « (823) 355-2678

August 10, 20XX i

Terry Lancaster
| Capita! Supply
657 Minden Ct.
Des Moines, lowa 54687

Inside Address

Subject of Letter
| (hightight this summary line with

capitalization, bold fuce or
h9.6,0,0.6,0,6.0.0.9.9,0,0,8,0.6.9,0.6,6,0,0,0,0,0,0,6.8,0.0.9,¢.(EFF IS I

R R T R R B D R I O R R O U K
P05 0000000006000 Body

{2 spaces befween
XX XXOOCOCOOCOGOOOO00OCOX XXX XX x| paregraphs)
1SS D 0 C00S 0008 0000000000000 0e 000

SURIECT: PRINTING SUPPLIES

LEAE L8 000.0 051

Signitnrs
Signaiure | Typed Name
Joan Mcallister Additional
JEM:ear Information

e e —— A —
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Hanging Indented

On occasion you will see this form but, for all practical purposes, it is seldom used. Its
main advantage is that it calls attention to the body and each of the paragraphs. Spacing

belween Lhe lines and seclions is Lhe same as in previous examples,

Italics Linlimited Letterfrend
231 W, 40th Street » Camden, MJ 08618 = {623) 355-2678

August 10, 200K

| Dare (right of cenrer)

Terry Lancaster | laside Address

{2-3 spaces)

Capital Supply |
657 Minden Ct.
r Des Moines, lowa 54687 '

Dear Wr. Lancaster: Selutation
| L84S ¢ E 4008 6400604006000 00808 ’

Body
FOOOOCOOOEDOCOIOIR M XXX XK | (indent second and
N HUKKKN KK subsequent fines in
= each paragraph)
1 0.8.0.0.0.0.¢ 08 4000800000 EE0.0.0.0.9.9.¢.0.¢.0.1
SOOI OO OO OO MY
RS G0.0.8.0.8. ¢
G Complimentary Clase
Sincerely, {right of cemter)
Slgratire
Signature {right of center)
it Typped Mame
Joan Mohldlister (vight of center)
TFM et Additional Informalion
| (Teft muareing
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A sixth form of letter is the Memo. Though used primarily as an interoffice
communication, it is occasionally used as a business letter formet. The top of the Marmo
indicates the date, the name(s) of the recipient{s), the name(s) of he sender(s; end the
subject. The abbreviation "RE" is sometimes used instead of “Subject.” This infarmation
is placed at the left margin. The body of the Memu is in Block form, A signature and
additional information are optional. The signature is often placed near the center with

the additiona’ information at the left margin.

MEMORANDUM Memo Information
{2-3 ipaces)

Date; Auvgust 10, 208K
Ta: Terry Lancaster

From: Jean McAllister

Subject: Printing Supplics

1

THE CAREER LADDER

@ Job titles

SN0 N O O OO OO XX Body

HHK (singie-spaced lines,
’ 2 spaces between
paragriaphs)

OO0 00000000 00008.0.0.0.0.0.9.0.0.0.6.0.0.8.0.1
LS00 0.0.0.0 L LS VLSS SO0 0P EE 08

0000000+ 000000000008 0000000080
L0 00,0000 000000 EE0S 0000000000086

LS TS 0.0 04
Sigrnatusre —_— - :
Signature (2-3 spaces)
Jozn MeAllister Typed Name
Additional
W par
TFMeer Information
cc: Ted Kapstein, Marsha Litle {left margin)
-

Business Englsh 20

In pairs, put the following job titles in the correct category below. Which of the titles are

usually only used in US companies?

&
&
¥

HR cirector

HR specialist

chairman

chief exacutive officer (CEQ)
chief financial officer (CFO)
consultant

customer relations specialist
head of marketing

junior accountant
marketing manager

plant manager

sales manager

sales representative
systems administrator

vice president (VP)

Top management

b vkl =

.........

Middle management :

Back-office staff

Front-line staff

Businzss English

#E#E
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Work in pairs. Write down the names of five people in your company who work at
different levels in your organization. Show them to your partner and ask and answer
questions about their positiens, e.g,

"Who is Paul Smith?" "He's our CEQ."

One-to-one: Name some positions In your company for each category.

[ & Carcer Paths

Put the following sentences about Mark's career into the correct order;

=  After a successful interview at Chemotech ple, he was hired for the position.

»  After graduating from university, Mark decided to apply for a job as a junior
engineer, 1

= After nearly 20 years of running his own business, Mark decided to retire early.

= Chemotech ran inlo financial difficullies during the economic crisis, and Mark was
laid off.

» Due to his extensive experience, he guickly got hired by arother company as a
chief engireer.

o He decided to become self-employed and start his own business as a consultant.

* Mark felt he needed a change in his life, so he decided to hand in his notice and
start a new career,
s Mark worked diligently for several years and eventually got promotad to the
position of sanior angineer.
Put the expressions in bold next to their meaning below:

. stop working:

. no longer employed because the company has no money or work to offer:
. employed:

. working independently, not for an employer:

. moved to a8 more senior pasition:

. leave (his) job:

e T =+ S 5 B S, N e R

. officially request work:

8. had money problems:

Business English 22

Work in pairs. Describe your career path so far or the career path of someone you know

using the expressions above.

[ ® The Caveer Laddeyr

Study the following table.

Phrase with noun

Phrase with verb

Meaning

receive a promotion

get/be promoted

move up to a maore senior

position

receive @ demotion

get/be demotad

move down to a more junior

position
lose your job (because you
gat the sack get/be sacked
did something wrong)
lose your job (because you
get/be fired

did semething wrong)

receive a cismissal

get/be dismissed

loge your job (bhecause you

did something wrong)

be made redundant

lose your job (but you did

nothing wrong)

g0 into retirernent

retire

stop working

hand in your resignation

resign

leave your job

Business Englizh
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In pairs, study the fdliowing situations and say what should happen in each case using Introducing a New Employee

the words and expressions from the table. This introduces a new staff member to the department.

1. Paula has worked very well this year. As a result of her hard work, her company's : :
y y i [ MEMORANDUM | 1
profits have risen to a record level.
2. John has missed another day at work without an acceptable reason. He has been
warned about his behavior several times already. TO: Department Staff

3. Sara's company is experiencing serious difficulties. They have lost several key FROM: Janice
clients, and there is little work for her to do now.

4. George was recently promoted to the position of chief accountant. However, his Please welcome Susan James to ABC's marketing

bosses have not been satisfied with his performance. department. Susan will begin working with us on April 14 as g[;;'gg:e
5. Paul is nearly 70 years old. He's run his business for over 40 years but he is now staff assistant to Bill Baker — replacing Marge Williams.
finding it difficult to focus on simple tasks.
| Susan has been with ABC for three years, greeting everyone
[ ©@ Talking Point ] from behind the front reception desk. Please help Susan by Request
. answering any questions she may have about the work in our
Discuss any of the following guestions: department.
1. When is it necessary to dismiss a worker?
2. Describe your company's organizational structure. |s it flat or hierarchical? How
gasy is it to ‘climb the ladder'? Jarice T.

e e
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Giving Information

This mema informs employees of a change in the company medical insurance plan and

gives information and a contact for information.

MEMORANDUM

Date: September 18, 20XX
To: All Employees
From: Martha Landers, Office Manager

Re: Change in Health Insurance Provider

Beginning October 1, First Coverage will be the health
insurance provider for our employees.

Although few changes will occur as a result of our switching
health insurance coverage, you should note that First
Coverage designates certain medical professionals as
“preferred providers.” These individuals have agreed to
accept predetermined fees for certain services. While our
employees are free to choose their health-care provider, fees
will generally be lower when using preferred providers. This
will result in lower costs to you on services not coverad in

our policy or performed before individual deductions are

met.

Detailed insurance information will be distributed to all
employees when our new policy becomes effective
October I. In the meantime, if you have any questions

regarding this change, please contact me at ext. 432

Information

Details

| Contact Information

Business English

THE SALES MEETING

S

[ 9 Warm-Up

What attracts customers to your product/service rather than to your competitor?

[ @ Unique Selling Points (USPs

Put the following words and expressions in the correct categories below. More than one

category per item is possible.

%+ g multinational brand

%+ central

% convenient
% cost-effective
% durable

% guarantee

% handmade

s+ reliable
+ value for money

% well-established

5= 24-hour technical support

<+ able to meet customers' needs

%+ maintenance and servicing
< option to pay in installments

< guality control procedures

e ——
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Price:

Customer service:

Quality:

Flexibilily:

| Location:

Credibility:

Mow complete the following sales pitch with words from above:

1. Qur service is sxtremely Jou will save a lot of time and money.

2. Wearea company with a lang tradition of success.

3.Help is always at hand - we offer

4, We offer a 2-year for your peace of mind.

5. Qur product is very - you can use it for as long as 5 years without
replacement.

B. You don't have 1o pay for everything at once we offer you the

7. Qur location is very . You won't need to travel too far.

2. If you have any particular requirerments, don't worry - we are

Which of the words above would you use to describe your product or service to a

potential customer?

€ Successful Selling ]

Complete the following rules for making a good sales pitch:

attention incentive needs abjections  solution testimonies
touch
1. Get the of your prospect with a good opening statement.

2. Listen careful'y to your prospect's

3. Demrenstrate that you have &

4. Give from other customers.

5. Listen to and answer the that your prospect raises.

&. Provide an to take action.

7. Stay in with your custorner after the sale.
e e T T ]
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Look at the following extracts from a sales meeting between a small retailer and a

representative of a paper company. Which rule does each sentence relate o7

a. Yes, you are rght. It's true that we cannot compete with our competitor's orices,

but what we can offer is cuality customer servica,

b. I'm loosing for a reliable supplier. Our last supplie” went bankrupt.
¢. Well, in that case, we are the right company for you. We have becn operating in

the market for over 10 years and we arg trusled by over 20 large retalers.

d. Take a look at the referancas of some of cur main customers._

e. We offer the largest range of stationary products on the market.

f. Since you are a firstiime customer, I'd like to give you a 10% discount if you bigy

today.

g. Are you pleased with your first order? Thank you again “or your business.

[ ©® Role Play ]

Practice a sales meeting with your partner. Change roles when you have finished.

Student A: Choose a product or service that you offer. Student B is your potantial
customer, Prenare for the sales meeling iyvour opening statement, your
unigue selling points, answers to possible objections, eic.}

student B-  You are interested in Student A's product/service. Prepare questions that
you need to ask as well as vour needs and possible objections that you may

raise.

ﬁ
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Sales Letter to Client

A sales letter is used to introduce the contact and ganerate interest.

WAVERLEY HOTEL
260 South Dearborn » Chicage, IL 80604

August 15, 208X

Frad E. Sherman, Secrelary
The Peramount Institute
P.0. Box 323

Orfando, FL 32822

Dear Mr. Sherman:

Just a note to introduce myself and to let you know of the
Wavarley Hotel's interest in the 20%X meeting plans of the
Paramount Instituts.

The Wavatlay Hotel contains 674 newly redecorated guest
rooms: this Includes 12 double room suites, The hotel is
located in the heart of Chicago, anly 30 minutes from

Midway airport. Our three fourstar restaurants offer our
guests variety in menu selection and atmaosphere, Qur 36,000
square fest of meeting and Languet space inslude the city's
largest ballroom and the largest on-site exhibition hall, |

have enclosed a complete schedule of our function space
dimensions and capacities.

Flease stop by and see us i you are in our ared — we wald
like the opportunity to show off our hotel. In the maantime,
howaver, | will call your office next week 1o answer any
Juestions you may have on the Waverley's facilities and to
discuss how wenay be of service to the Paramount institute.

Sincersiy,

Signature

Carol Brawn

Director, Convention Services
1S:drk

| Enc,

Reason for Letter

Deiails

Erclosiire

States Follow-up Plans
Contact Information

Follow-Up on Letter Sent

This letter asks the customer it he has received a letter.

-

Three W's
Box 231 » Medford, MO 64506

Decamber 1, 208X

Richard Pallerson
783 Winterwood Lane

B.ziness English

30

5t. Joseph, MO £64503
Daar Mr, Patterson:

0On Novernber 10, | sent you a letter describing our newest
product. Did vou receive the letter?

| wil| be happy to answer any questions you may have and
explain the unique features of Vu-More and its benefits to

youl.
You are a valued customer. If there is any way that

| can help you in making a decision. please call me at
800-555-1308.

Sincerely,

Signature

Kay Lynne Dvermeyer
Sales Diractor

KLO:pst

Reference

Purpose

Compliment
Assistance Qffer and
Contact Information

e R e e ———
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6

NEGOTIATIONS

[ 0 Points of discussion

Complete the following dialogues with the words below:

delivery time discount minimum order price
Dialogue 1
A: Our standard 1is $50/unit.

B: Fine. Can you deliver within 30 days?

A: Sure, no problem.

Dialogue 2
A We wauld like to arcer 1000 units.
B: I'm afraid that is too low. Qur 2 s 2000

A OK, we wil be prepared 1o order 2000 if you give s a small

B: We could offer you $2.5 per unit. How does that sound?

#gg#’ggﬂ

Business Englizh

zerms of payment

Dialogue 3
A: What are your 47

B: 20 days after delivery.
A: That is too strict for us. Other suppliers have offered us 30 days. Can you be mors
flexible?

B: OK, you can have 30 days.

Dialogue 4
A: What is your standard 57

B: About 3 weeks,

A: That's quite long. We would need about 2 weeks.
B: I'm afraid that's too short for us.

[ & Negotiation Positions ]

Negotiations involve several strategies. Match the following expressions with their
correct dafinition:
1. make a concession a. to agree to a suggestion
2. reach an agreement b. to allow the cther side to have
something they want in order to end a

disagrzement

3. accept a proposal ¢, 10 arrive at a position that both sides
accept
4. reject a praoposal d. to arrive at a positicn where both

sides reduce their demands in order 10
agree

5. reach a compromise e. to refuse to agree to a suggestion

Now study the negotiations in Ex. 1 again and label each dialogue with the expressions
above.

e e —
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[ 8 Talking fmnint

Discuss any of the following guestions:
1. Do you have a personal style of negotiating? Describe it.

2. Is negotiating tough in your iine of business? What typical difficulties do you

gncounter?
3. Do different nationalities have different negotiation styles?
4, How important is it to be open and honest during negotiations?

[ O Useful expressions

Complete the expressions below:

accept agree condition deal difficult expecting looking
-prepared guestion shouldn't sign
PROPOSING

1. We could offer you...

2. We were at...

3. What sort of delivery time were you ?

REJECTING A PROPOSAL

4. I'm afraid that's not possible.

5. That would be very for us because...
ACCEPTING A PROPOSAL

6. We can on that.

7. OK, we can that.

8. That he a problem.
ASKING FOR A CONCESSION
9. Thatis possible, on that you...

10.We would be to offer you.... provided that you...
MOVING ON TO THE NEXT ISSUE
11.MNow on ta the of ...

12.0HK, let's on to the issue of...
CLOSING THE DEAL
13.0K, it's a

14.50 if you are happy with everything, we can the contract.

#ﬂ#

Business English
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r & Role play

Practice the following simple negotiations with your partner, taking turns to be buyer and

seller. Try to make concessions and reach a compromise on points of disagreement.

ﬁ\l—egotiatiﬂn 1

Buyer wants..,

Terms of payment 30.days
Delivery time 20 days
Discount 10%

\Mln[mum order 100 units

~

Seller wants...
15 days

25 days

5%

1300 units

-

(e

egotiation 2

Buyer wants...

Terms of payment 30 days
Delivery time 15 days
Discount 15%

Minimum order 1500 units

.

Seller wants...
30 days

30 days

0%

5000 units

w
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Notification

This letter is to notify the recipient that the bill is overcue.

Waeslern Wear
2212 Boot Hill Rd. » Cheyanne, WY 82001

fefterfhead

Y 4

GROWING THE CONMPANY

July &, 20X Date 57 swaces)
Ted Wilson Tnside Address
515 Ramrey Ct. f2-3 spaces)
Laramie, WY 82063

Saferdation

Dear dMr. Wilson:

Thank you for shopping with us. You are a valued custorier,
\We appreciate your business and know that you want to keep
your account current with us.

Stafe the Concern

0On May 15, 20X¥, you purchased merchandise worth
$319.04 from our store in Lararmie. Your payment of $100 is
row overdue,

State the Situalion

In the credit agreement you signed., you agreed 1o pay off
your bill in three payments. The first payment of $100 was
due lune 15, 20XX, Please send this amount now,

| fidicare Deadline

Failure ta pay on time may affect vour ability to charge
merchandise at our store. Thank you for your prompt
gttertion.

Indicate
Consequ emees

Farts of a Company ]

You may call me at B00-555-98 75 if you have any guestions fndicate Contact 1. Do you think this quotation is true for all businesses?

| Indicate Goodwill e _ . . -
| ar concerns, Your continued patronage is important to Ls. IR R '| think that our fundamental believe is that for us growth is a way of life anc we

have to grow at a'l times.”

irceraly Compflimentnry Close : _ 1
Sincerely, 2. Read this entry from a corrpany website and use these words to lzbel the
diagrarm.
Signature Sipratore
Subsiciary  hesdqua-ers sales officas
Mary West Typed Nawie ; warehouses R&D divis on main plant
Mgl Tufnrmation

]
P == ——— = = T oL o Bl b sas im s s s oS T i S
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3. Whal is the difference between the following words and phrases? Rejection of an Unsolicited Aaplication

8. asales office and subsidiary This letter is used to inform &n applicant that there are no positions available at the

L. awarehause and a plant present time for which she is qualified.
¢, the headquarters and a division —

First National Bank
223 Ames « Casper, WY B2676
[Gruwth Strategy J
August 30, 20XX
1. Find a synonym in the box for each of the underlined words. Kelly Fla nlders
I 1795 Whisper Lane, #3
Go public sell off set up g0 out o business expand Casper, WY 82576
take over make redundant shut down T "
a. We acquired Everforce L1d in 2005. Your gualifications are impressive, Unfortunately, we are not ' Compliment
; x . presently hiring bank tellers. Rejection
b. Ourtargetis to grow the business by 15% each year,
c. We crcated a subsidiary to sell after sales services. As you may know, we recently went through a major Regson ol Relneton
_ - . - expansion. However, we have filled all of our bank teller Aaded Servi
d. The company will be fisted on the Stock Exchange next year. positions and do not foresee any shange in staff in the near | 0090 S8MVIce
e. They went bankrupt last vear, fLture. We will, however, keep your application on file for
‘ one vear should something arise. !
f. We laid 30C errplovees off in June. . g Thank You
g After a lot of discussion we decided -o close the plant, Thank vou for vour interest in First Netional. If you should
: ; i have any questions, please call me.
h. We have divested our sharas in the logistics company.
Sincerely,
2. What is the difference between the following expressions?
1. laying people off and firing them
; . S Signature
2. taking over a company and merging with it Hiram Scott
3. organic growth and non = organic growth Vice President, Human Resources
HMS:a'd
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Rejection of a Solicited Application Invitation for an Interview

This letter is used to inform an applicant that the pesition for which she applied has been Arrange appointment specifications for easy, quick visua' aceess, This letter can set the

offered 1o someone elsc. toneg for the astual inzerview.

Morton Enginesring

3457 Randall 5t. M.E. = &rmond, AR 72310

January 23, 2005

K.J. Land

3E6 Denver

University of Metraska

: 2 Acknowledgment
Lincoln, NE 68308 communications director. We are pleased to 'nvite you to be | geguest
interviewed for the position, Your interview has been
TR T P scheduled as follows:
. ) Date »March 17, 200X | Details
Thank you for applying at Murlun Engineering, | am scrry Thank You Time + 11:15 a.m,
that we are unable o offer you the position of electrical Rejection Location . Conference Rocom A Second Floor
| AakNs i ) (Mariheast) Gillham Plaza Building 301 E.
ergineer for which you recently interviewed. Armaour Bive, Kanses City, MO 64111
| Parking : Underground area off Gillham Road
N St . of Reason for Rejection j ;
| W2 have selected another persen who has the type Goodwill You can expect to meet with the committee for 30 to 45 Expectations
experience we feel is nocoeasary for the position. 1 enjoyed minutes. If you have any guestions, please contact me at

interviewing you aid hope that you are successful in your

employment search in the near futura.

Signature

Hanna Westoott
Persunnel Directcr

=MH—4LM»S'
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HILL MULTI-MEDIA CORPORATION
301 E. Armour Blvd, = Kansas City, MO 64111

- March 5, 20XX
| Kay E. Anders
| 7923 Noland Roac

Lenexa, KS 662 15-2528
Dear Ms. Anders:

Thank you for your application for the position of

8516-655-6589,

Again, thank you Tor your interest in the position. Thank You
: : | ; Sincerely,
If you should have any questions, please call me, Contact Infermation
S noarely, Signature

Carol J. Kennedy
Imterim Director of Programs

CHedme

Busingss Englisn
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ETHICAL BUSINESS

Warm-up

What do you understand by the term ~business elhics'? Can you think of any examples of

athical and unethica! behaviour?

vour character is what you really are; your reputation is what people think of you. Thus,
your reputation is putely a funstion of percectiors (i.e., do people think your intentions
and actions are honorable anc ethical) .while your character is determined and defined
by your actions (i.e., whether your actions are honorable and ethical aceording tc the 12

ethical principles:

1. HONESTY - B2 henest in all cornmunications and actions.

2. INTEGRITY - Mairiain personal integrity.

3. PROMISE-KEEPING - Keep pramises and “ulfi | comrritmants,

4. LOYALTY - Be loyal within the framework of other ethical
principles. ‘

5. FAIRNESS : Strive to be fair and just in ali dealings.

6. CARING - Demonsirate compassion and a genuing concerm

for the well-being of others.

Business Englis R 42

{. RESPECT FOR OTHERS :Treat everyone with respecl.

8. LAW ABIDING ~ :Dbey the law,
9., COMMITMENT TO

EXCELLENCE. : Pursue excellence al the time in all things.
10.LEADERSHIP : Exemplify honar and ethics.

11. REPUTATION AMD
MORALE : Build and protect and buile the company's good

reputation and the morale of its employees.
12, ACCOUNTABILITY : Be accountable.

Business ethics

Match the following words to their correct def ntion:

1. ethical 2. able to continue for a long time and causing little
damage to the anvironment
2. feir trading b, buying and selling products, mak ng sure that the
original producer receives a fair price
3. co-operative ¢. following accepted principles of rght anc wrong
d. jointly owned or mansged by peodle who use its
4, sustainable facilities or services
g. treating everyone the same way
o. equitable f.  use somecne or something unfairly far your own
advantage
6. exploit

Phrasal verbs

Match the following phresal verbs from the text to their correct meaning.

1. tuck into something a. finally be in a particular place or situation

2. pack something in b. find something by chance

3. come hack c. leave

4, go off d. return

5. come across something e, start eating samrething eagerly

6. end up (scrrewhere) f. stop doirg samething (e.g. a regular activity or job)

e
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In pairs, answer the following questions:

1, When di¢ you last coeme across someshing you thought you had lost?
2. Have you ever ended up in a difficu't situation?

3. Whean was the last time you hac to deal with a difficult situation?

4. When was the last time you tucked into something?

Study the Tollowing phrasal verbs and definitions and complete the sentences below.
putsth off  :toarrangs a meeting or 2vent for a later time or date

look Into sth : to examine the facls about a problem or situation

get on with sb: to like somebody and have a friendly relationship with him/her

look sth up * to try to find some ivformation in a book, dictionary, encyclopedia, on a

computer, etc.

drop by 10 visit somenneg
turn up 110 arrive or appear
do sth up : to renovate or redecorate a room or buildirg

come along  : If something is coming glong, it is improving or making progress
do without sth: to manzge without Faving something

be in for sth :to be about to experience somethirg unpleasant

1. I'm afraid | can't make the meeting tomorrow. Can we ... 1o next week?
2. DAYOU e YOLUT NEW COll2EELES?

3. I'm going to be at the cafe allafterncon, so ... if you find some time.

4. He didn'ciimienenin for tha meeting this morming so we had to sta-t without him.
5, The company Internet connection wesn't working, 0 we had to e email.

6. I'm sorry the goods you ordsred haven't veen delivered. 'l e it right away.
T.Your English is really ..o e wvscesisienmnines I've never heard you speak sc well,

8. The office is in a bad state. We really need 12 ....oeieenen O [P .

Q. If you den't know what tha word Means, ... | CIR .1

10, The financial orisis is poing to hit our econory very soon. It locks like we ...

tough year

g%—_
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Discussion
Work in groups. What should you do in each of these situations?

1. The beslqualilied person for the pest of Sales Manager is female. However, your
customers would prefer a man. If you apaoint a woman vou will prabahly lose
some sales.

2. Your comrpany has a new advertising campaign which stresses its honesty,
fairness and ethical business hehavior. It has factories in several countries where
wages are very low. At present itis paying workars the local market rate,

3. Acolleague working in a hospital has been making mistakes at work recently, This
is because she has a serious ilness. You are her friend and the only person at

work who know this. She has asked you Lo keep iL a seorel.

e —
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Request for Appaintment

This letter is used by the salesperson o set up appointments and to announce his
schedule. Include an added service or an "extra effort” to encourage the recipient to see

you later. It is an introductory latter and should be followed up with another letter or

phone call,

Carrington's
38 E. 925t 5t. = Chicago, IL 60614

| January 25, 208X

Linda Maontgomery, Manager
A1 Cleaners

| 2903 Burresh 5t

Lingaln, ME 68506

Dear Ms. Montgomery:

| will be in Lincoln on February 3 and would like to mest with
you &t your office to discuss cleaning supplies you may need in
the second ha'l of Lhe year,

| have anclosed our latest catalog. Please note the items n
yellow highlight. They are special values or new produsts that
A-1 Cleaners will want to take advantage of now.

| will contact you later this week to schedule an appointment.
If you need ta get in touch with me, call me at 800-555-8047, |
look forward to talking with you. Thank you for your

continued business.

Sincerely yours,

- Signature

Douglas James
Sales Representative
DNJ:llr

Enc.

Letterhemil

Pale

Inside Address

Saletation

Request for
Appainfment

Adddled Service
Benefit

ConfIrmation
Contact
Information
Thank You

Complimentary
Clase

Stgrafure

Typed Narmie
Tiite
Additional
Informaiion

e e
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CUSTONMER SERVICE

Warm Up

1. Discuss a good and bad experience you have had of customer service when buying a
product,

2, Was your impression of the product affected by the service?

Complete the questionnaire by matching 1l - Ttoa - g

1. What do you do to meet ..., a. Feedback about service from your
2. What new procedure might help you to exceed , customer?

2. Inwhat ways do you measure ... b, Customer satisfaction and  service
4, Have vou intreduced ... guality?

5, Do you think it iz sasier to keep ...... o, Cxistirg customers to win new ones?

6. How doyoutryand get ... d. Your customers’ expectationrs of the
7. How do you avoid losing ........... service you provide?

g. Customers to vour competitars?
f. Your customers' needs and kesp ther
satisfizg?

e st s e e —
Business English ar



Invitation — Formal

This letter's formal language reflects the formality of the evant. |t requires a formal reply. —
Invitation — Infarmal

Erclinaand a This letter is mora informal and conversatioral in style. it may reguire a reply, but the reply may
985 Washingzon * Boise, 1L 83805 b oral orinfermally written.
555-8800C
October 1, 20XX , TeleWorld |

1510 Ohio Ave, » Little Rock, AR 722493
Carmer 2nd Ted Schmitt June 13, 20%x

S00 Lander Laneg

Meridian, D 83642 Ramona Jenkins

. B5 Tremant
Dear Mr. and Mrs. Schmitt: Little Rock, AR 722591
You are cardially invited to a formal dinner in honor of Tima, Date and Place | Dear Ramona:
Samuel Writters on October 21, 20XX, at 8 p.m. at the of Event '
Boise Filtan.

The marketing department is having a surpr se get-together

; , Time, Nate and Place
next Thursday afternoon after work for the retirement o il e

. e of Event
Mre. Schrnitt, 83 you a-e an associate of Mr, Whitters, we Regues: 1.J. Small.
would like vou to speak briefly about his work in the lumoer | Deadling
irdustry. If this is possible, please let me know within the Flease bring a gag gift to send J.J. on her way to a happy

L ; : dc r . . i} Regquesis
naxt weex. relirernent, We're asking each person to contribute 55 fo- a

legitimate retirement gift. Wanda Templemar is collecting.
Please note that this is a blac<-tie event. RSVP with the Requirements
names of those allending by October 14. Let Wanida (ext. 233) know by Monday if you can make it, gﬂﬁ'i;;{'*'”“—’”“’
eRairne

en she can order enough refreshments.,
Sincerely yours,

Sincersly,

Sighrralure
John Randal [l
Chairrran, Social Committes

Signature
Chuck Meyers
Chairman, Social Committee

JAR:sat
— i = Cleem
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1 o What makes a good advertisement? Lise some of the worlds below.

Clever interesting funny inspiring eye-catching
ADVERTISING

Powerful humaorous shocking informative sexy

Do you think that the advertising practices described below are acceptable?
Are any other types of advertisement offensive?

Using children in advertisements
Using nudity in advertisements
Promoting cigareties on TV

Comparing vour producis to your competitors’ products

o s oN

An image flashed onto a screen very quickly so that the people are influerced
without noticing it {(subliminal advertis ng)

G. Exploiting people’s “ears and worries,
Which of the following statements do you agrae with?

1. People remember edvertisements not products.
2. Advertis ng raises prices.

3. Advertising has a bad influznce or children.

Warm-Up
Discuss the advertisements above.

1. Which do you like bast? Why?

2. What kind of advertisement do you like?

W g=—===—=
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Announcing New Products to a Select Group of Customers

Announce new products to a select group of regular customers. It may be seen as a sales 1 1
pitch.

LEADERSHIP

Ft. Dodge Appliances
563 Grand Ave, = FL Dodge, 1A BOSGS

Cotober 30, 20060

Caraline M, Ness

R.R.3

Gowrie, 1A B0337

Dear Ms, Ness:

Ft. Codge Appliances is pleased 10 announce cur new line of

Wonder Work Appliances. We are now the authorized
Wonder Work dealer for Ft. Dodge.

ApnoHrncement

| Wonder Work Appliances, established for three decades in
the Last, is now expanding to the Midwest, and we are
excited to be part of its expanding natwork. It spacializes in
small appliances trat are known throughout the indusiry for

~their guality and durab lity. So that you may have a chance

to see the appliances at wark, we have arranged 1o

demonstrate them this Saturday, November 3, at cur store Warm -Up

from 9 a.m. to 5 p.m. Special discounts are available if you Benefits

bring this fetter.

Efakoration

Added Service

A. Discuss these guestions.

. _ . —— .
Thank you for your continued business. We leok fo-ward te Thank Vou 1. Which modern or historizal leaders do vou most admire? Which do you admire the
seeing you this Saturday. least? Why?

2. What makes a great leader? Write down a list of characteristics. Compars your list
Sinceraly, :
. with other groLps.
3. Are there differences between men and women as leaders? Why have most great
Sigratra leaders been men?
: 4. Are pecple who were leaders at school more likely to be the leaders later in life?
Barney Carlson
BAC: 220 5. What makes a bad leader? Draw up a profile of factors.
o 6. What is the difference between a manager and a leader?
e e e 1] e
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B. In groups, think of someone in a powerful sosition. List three positive gualities

and three negative qualities about this person. Then comoare your ideas.

Adjectives of Character

Which of the adjectives below would you use to describe an ideal leader? Give reasons

for your choice. What adjectives would you add?

/_ Decisive informal accessible metivating \\

Charismatic passionate thoughtful impulsive
Cautious adventurous flexinle opportunistic
Agdressive energetic persuasive open

\ Magnetic ruthless _/

Read some commentators think about leadership. Do you agree with their ideas?

Leadership is not magnetic personnlity — that can just as well be a glib tongue. 't is
not ‘making friends and influencing people’- that is flattevy. [ feadership is lifting a
person’s vision to higher things. the raising of a pevson’s pevformance to a higher

tandacd, the building of a personality begond its pormal limitations.

A leader is best when people barely know he exists. not so good when people ohey an
acclaim him, worse when they despise him. but of n good leader who talks litile when

his work is done, his aim Fulfilled. they will say. ‘we did it cuvselves’,

Business English e =

od lenders make people feel that they're at the heare of things, not at the periphery.
Peop L) 9 pertp
Lvergone feels he av she makes a difference to the success of the ovganization. Y4then

that happens, people feel centeved and that gives theiv work meaning.

JF there is a trait that does chavacterize leaders it is opportunism. _fenders arve people
wheo seize opportunity and take visks. . Seadership then seems to be A matrer of

personality and chavnetor.

STAFF ATTITUDES (%) Yes  No Con't know

1. Dovyoufeel you participate fully ir

decision-making? T2 70 18
2. Do you fee! valued by the company? 18 46 6
3. Do you understand the company's objectives

and overal! strategy? 16 20 64
4. Coyou have encugh contact with senior 20

management? 18 50 32
5. Do you have enough opportunities Lo express

Your ideas and make suggestions? 42 26 30
6. Are you paid adeguately? 43 45 7

=]

. Dayou think you will be work ng for this

company in five yvears' time? 25 14 g1
8. Doyou have enough opportunities tc meet
gach other soclally? 55 42 3

Task

1. Work in group. Discuss the results of the survey. What are the most imporant
findings?
2. Think of six practical ideas for motivating staff, improving morale and increasing

loyalty. Mcte thern down.

e T e e e e e e L i L 3 e e e e e
e —————————————
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Letters of Recommendation

This letter recommends a former employee who has reguested the reference.

Hirsch & Hirsch

Attorneys at Law

| 1005 Grand Avenue, Suite 300
Kansas City, Missouri 64106

March 13, 20x%

Mr. Kevin Doerter, City Manager
i City of Burlington

PO, Box 4940

Burlington, KS 66839

Dear Mr. Doerter:

| Elizabetn Aidder, who has applied for the position of city Reason
clerk/finance director for the city of Burlington, has asked
me to provide you with a letter of recommendation. [ am
pleased to comply with her request.

Ms. Kidder was the persannel clerk at the City of Olathe,
Dlathe, Kansas, when | began as personnal director in
| September 20%XX. | found he- to be very capable.

Previous Employment

During the two years that she reported to me, Ms. Kidder
was extremely skilled in handling the administration of all
office fungtions, which ircluded supervising the par-time
clerd.

Explanation of
Ferformance

Ms. Kidder is & self-starter, a capable and eff cient
supervisar, anc an exceptional worker. | give Ms. Kidder my
highest recormmendation. She would be a valuable member
of your team.

Recopmmendation

Sincerely,

Signature

James W. Davis
Partner I
JWD:the

Business English 58

12

QUALITY

Warm - Up

1. Give examples of high - quality products or services. Explain your choices.

2. Which of the words and phrases below best express vour idea of quality?

Reliable value for money long-lasting traditional
Well-known expensive hand-made modern
Genuine made in (country) well designed mass-produced

3. Look at these sayings. What do they mean? Which of the ideas do you agree with?

a. 'They don't make them like they usad to.'
h. 'Quality not quantity’

c. 'You get what you pay for.'

d. ‘Don'tjudge a book by its cover.”

s T L e ——
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Use the words in the hox to complete the flow chart.

Confirming Sales Order

Identified modified failed relaunched The following two |ettars cenfirm sales taken over the telephone. They offer another
opportunity to mention the qualities of the product and make contact with the customer.

Durabiity recalled reliakility tested lemehed
Mom's Magic
1121 Elm Avenue

A DEFECTIVE PRODUCT Joplin, MO 64804
We launched, the product two vears ago. June 18, 20XX
We have a policy of zero defects so we were surprised when, shortly after the launch, we
. . ; Ellen Rhymer

received complaints about the and of this product. Make Believe Catalog Company

Because of market feedback, we Lhe product so that eny faults cou'd be P.0. Box 5217

investigated. At the same time, we withdrew it from sale. Amity, OR 97101

xtensiv ; [ :

After extensive tests, our engineers a fault T

As a result, they were abla to correct the fault and we the product.

We the product under controlled conditions. Thank you for your order of 200 Treasure Trunks from

| i ' : ic. [ [ isfied with Thawk You
Finally, we the resigned product in the market. MW? i Ibehe.ve ym_j WLDS V_EW Sk A the. Benefit
) j quality of costume pieces included in each. It is this quality

Unfortunately, it ____ due to lack of consumer corfidence caused by bad which makes my imaginative play apparel so unigue.

publicity. .
As we discussed, | will be shipping 125 storybook trun+s Confirmation
and 75 professional trunks to be received no later than
August 1. | will be contacting you the week of October 1 to [
determine if additional trunks are needed. If you need to
place an order befors then, please call me at 813-5655-6215. Coniaet Information
Thank you again.

Sincerely,

Signature
Jennifer Lewis

Business English 53 e e e e
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EMPLOYMENT

Warming Up

A. In your opinion, which factors below are important for getting a job? Choose the five

most important. Is there anything missing from the list?

Gppea rance hobbies exparience 5eX \
Intelligence marital stalus personality guslifications
References age astrological sign handwriting

\\Elood Eroup sickness record family background rontacts and j

B. Think about jobs you've had and interviews you've attended. Ask each other about

your best or worst.
1, a.job h. boss . colleapue
2. a, interview exparience b, interview guestion ¢. Interview

answer

C. Discuss these statements.
1. At work appearance is more important than performance.
2 You should keep your private life totally separale from your work,
3. People dan't change much during their working lives.
4. It is best to work for as few companies as possible.

5. Everybody should retire at 50.

Mﬂ

Busiress English

Congratulations

This is a goodwill letter on the part of the company or the salesperson to a client. It

congratulates an internal client on an accomplishment.

Capital Life Insurance Co,
3569 Wilmingtor Blvd, = Camden, NJ 07102

May T, 20XX

Seth Tinkerton Jr.
District Manager

839 Littleton Ct.
Morningside, NJ 07112

| Dear Mr. Tinkerton:

Congratulations an being the top district managear for
March and Agpril. You can be prowd of vour hard wors, and
we'ra glad you wark with us.

Capital Life honors its high achievers with our Call to
Excellence Award. Your achieverment in sales will be
recognizad at the June Convention in Philadelphia. We
would like you and your agents to be our guests at a special
banquet on June 5, 208X, at 7:30 p.m. in the Camen Room
of the Hotel International, during which you will recelve

the award.

Once again, congratulations! It is because of managers like
vou that Capital Life has achigved the success it enjovs.

Sincerely yours,

Signature
John R. Liu
Vice Fresident

JREL:ceo

Acknowledgment af
Accamplishment

Gremeral Statement
About Achievenient

Specific Detaily

Restatement
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PRESENTATIONS

Warming Up
A speaker is going 1o address delegates at an international conference. All the special
equipment and audis-vizsual aids have heen prepared. |dentify and tell the functisns o

gach itermr in the list.

Business English g2

Mcst presentations are divided into 2 main perts i+ guestions):
1. INTRODUCTION
2. BODY
3. CONCLUSION
4, Questions

As a gereral rule in communication, repstition is valuable. n presentations, there is &
golden rule about repetition:

1. Say what you are going to say,

2. sayit,

3. then say what you have just said,

In other words, use the three parts of your presentation to reinforce your message. In the
introduction, you tell your audience what your message is going tc be. In the body, you
tell your audience your real message. In the conclusion, you summarize what your

message was.

[ A. Introduction ]

The intreduction is a very ‘mportant - perhaps the most important - part of your
presentation. This is the first imbression that your audience has of you. You should
concentrate on geting your introduction right. You should use the introduction 1o

1. welcome your audience

2, introduce your subject

3. outline the structure of your presentation

4

. give instructions about quastions

Function Possibe language
1. Welcoming vour audience
% Good morning, ladies and gentlemen
< (Good morning, gentlemen
% Good afterncon, ladies and gentleman
“ Good afternoon, everybody

——_ﬁ
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2. Introducing your subject
< 1am golng to talk today about...
< The purpose of my preseniation is 1o introduce our new -ange of...
3. Cutlining your structure
& To start with 'll describe the progress made this vear. Then I'll mention
some of the problems we've encountered and how we overcame them.
After that 'l corsider the possibilities for further growth next year, Finally,
'l surnmarize my presentation (before  concluding  with  some
recommendations).

4. Giving instructions about questions

< Do feel free to irtarrupt me if you have aty guestions.

& |'ll try to answer all of your guestions after the presentation.

¥,

% | olan to keed some time for questions a‘ter the presentation.

o= )

The body is the ‘real’ presentation. If the introduction was wall orepared and
delivered, you will now be ‘in control'. You will be relaxed and confident, The body should
be well structured, divided up logically, with plenty of carefully spaced visugls. Remember
these key points while delivering the body of your presentation:

* donothurry

* ke eithusiastc

*  givetime onvisuals

e maintain eye contact
*  modulate your voice

= ook Triendly

v keep to your structure
B US2 YOoLUr notes

*  signpost throughout

»  remain polite when dealing with diff cult questions

B T e e Sl e,
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[G. Conclusion

Use tne conclusion Lo

1. Sum up

2. Give recormmendations if appropriate
3. Thank vour audience
4

Invite questions

The following sentences show examples of language for each of these functions. You

may need to modify the language as appropriate.

Function Possible language
1. Summing up
= Toconclude,...
= |n conclusion,...
= [Now, To SUTm Up..

»  So et me summarize/recap wrat |'ve said.

» Finally, may | remind you of some of the main points we've considered.

2. Giving recommendations
= |n conclusion, my recommendations are...
= | therefore suggestyproposs/recommend the following stretegy.
3. Thanking your audiences
»  Many thanks fo- your attention.
= May | thank you all for being such an attentive audience.
4. Inviting questions
» |would be Fappy to answer any guestions.
» |f you have any guestions, | would be pleased to answer them.
* | would welcome any comments;/suggestions.
»  NowI'll try to answer any guestions you may have.
= Can | answer any guestions?
« Do you have any guestions?

= Are there any final questions?

e e e e e ——
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[ D. Questions ]

Questions are a good opportunity for you 1o interact with your audience. |l may be

halpful for you to try to predict what guestions will be asked s0 t1at you can prepare your
response in advance. You may wish to accept cuestions at any time during your
prasentaton, or to keep a time for questions afier your presentation.

Confirmation to Speaker

This letter confirms speaking arrangements that have been discussed earlier.

Clerks Unlimilsd
P.O. Box 245 » Fugens, OR 7405

May 9, 20Xx

i Thomas &, Smith
F.O.Box 1234
Valparaiso, 1IN 46383

Dear Mr. Smith:

Thank you for agreeing to speak at our Professional
Proofreadars' April meeting. As we discussed Tuesday Details

motning, the group meers the third Thursday of each month (specific)
gt §:30 p.m. at the Westport Grill.  hope vou w Il be able ta
| join the group for dinner befare you speak at 7:30 p.m, |

We are looking forward to you sharing some of the tips and

technigques you use as weall as answeriig some g a nmar

guestions for us, - Information
{ceneril)

Thare will be an overhead projector and screen as you
requestad, Please plan on speaking about 30 minutes, and |
then aliaw 15 to 20 minutes more to answer guestions from

Details
ihe group. (specific)
Mr. Smith, if you have any quastions or need more
information, please contact me at 555-3458,
Sincerely, Contact Information

Signalure

Ida Juihns
| Program Coordinatar

e ———————— e ——— e T e B e M =
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